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DETAILED ACTION 



Claim Rejections - 35 USC § 102 



1. The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that form the 
basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(b) the invention was patented or described in a printed publication in this or a foreign country or in public use or on 
sale in this country, more than one year prior to the date of application for patent in the United States. 

2. Claims 1-13, 15, 16, 18-20 and 28-36 are rejected under 35 U.S.C. 102(b) as being 
anticipated by Srinivasan (U.S. Patent No. 5,185,782). 

Regarding claim 1, Srinivasan teaches a system for providing a call back option to a 
customer of a call center, comprising: 

a telecommunications switch (Fig. 1, 100); 

an automatic call distributor (Fig. 1, 101) in communication with the telecommunications 
switch via first and second communications links (Fig. 1, 105); 

means for providing the customer with a call back option in response to a first call 
(incoming call) from the customer, wherein the first call is routed to the automatic call distributor 
by the telecommunications switch over the first communications link (column 3, line 50 through 
column 4, line 34); and 
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means for establishing a second call (outgoing call) between the automatic call distributor 
and the customer over the second communications link when the customer accepts the call back 
option (column 7, lines 26-41). 

It should be noticed that when the customer accepts the call back option, the second call 
(callback) is inherently given a priority greater than one or more pending calls associated with 
the call center because when the time for callback has come, the callback is initiated and of 
course, the callback bypasses callers waiting in queues. 

Regarding claim 2, Srinivasan further teaches the system wherein the means for 
providing the customer with a call back option includes means for providing the customer with a 
call back option when the call center is busy (column 2, lines 23-30). 

Regarding claim 3, Srinivasan further teaches the system wherein the means for 
providing the customer with a call back option when the call center is busy includes means for 
providing the customer with a call back option based on the time of the first call from the 
customer (column 2, lines 15-18). 

Regarding claim 4, Srinivasan further teaches the system wherein the means for 
providing the customer with a call back option when the call center is busy includes means for 
providing the customer with a call back option based on an indication from the call center 
(column 4, lines 57-67). 

Regarding claim 5, Srinivasan further teaches the system wherein the means for 
providing the customer with a call back option includes means for playing a message for the 
customer regarding the call back option and for determining whether the customer accepts the 
call back option (column 5, lines 1-16). 
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Regarding claim 6, Srinivasan further teaches the system wherein the means for 
providing the customer with a call back option includes means for providing a customer call 
back option (column 5, lines 17-19). 

Regarding claim 7, Srinivasan further teaches the system wherein: 

the means for providing the customer with an option to call back the call center during a 
specified time period (column 5, lines 21-24); and 

the means for establishing the second call includes means for establishing the second call 
during the specified time period (column 6, line 65 through column 7, line 40). 

Regarding claim 8, Srinivasan further teaches the system wherein the means for 
providing the customer with a call includes means for providing a call center call back option 
(column 5, lines 17-19). 

Regarding claim 9, Srinivasan further teaches the system wherein: 

the means for providing a call center call back option includes means for providing the 
customer with an option of having the call center call back the customer during a specified time 
period (column 5, lines 21-24); and 

the means for establishing the second call includes means for establishing the second call 
during the specified time period (column 6, line 65 through column 7, line 40). 

Regarding claim 10, Srinivasan further teaches the system wherein the means for 
providing the customer call back option and the means for establishing the second call include a 
call back service platform in communication with the automatic call distributor (column 7, lines 



26-41). 



Regarding claim 11, Srinivasan further teaches the system wherein: 
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the means for providing the customer call back option includes an incoming call 
processing module in communication with the automatic call distributor (Fig. 2, 201+202); and 

the means for establishing the second call includes a return call processing module in 
communication with the automatic call distributor (Fig. 2, 204). 

Regarding claim 12, Srinivasan further teaches the system wherein the incoming call 
processing module is for playing a message providing the customer with the call back option in 
response to the automatic call distributor receiving the first call, and for detecting a response by 
the customer to the message (Fig. 2, 108). 

Regarding claim 13, Srinivasan further teaches the system wherein the return call 
processing module is for placing the second call to the customer when it is determined that the 
customer accepted the call back option (column 6, lines 40-5 1). 

Regarding claim 15, Srinivasan further teaches the system wherein at least one of the first 
and second communications links includes a trunk circuit (Fig. 1, 105). 

Regarding claim 16, Srinivasan teaches a system for providing a call back option to a 
customer of a call center, comprising: 

a telecommunications switch (Fig. 1, 100); 

an automatic call distributor in communication with the telecommunications switch via 
first and second communications links (Fig. 1, 105); and 

a call back service platform in communication with the automatic call distributor (Fig. 2). 
wherein: 
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the telecommunications switch is for routing a first call to the call center from the 
customer to the automatic call distributor via the first communications link (column 3, line 50 
through column 4, line 34); and 

the call back service platform is for providing the customer with a call back option in 
response to the first call from the customer, and for establishing a second call between the 
automatic call distributor and the customer over the second communications link when it is 
determined that the customer accepted the call back option (column 7, lines 26-41). 

It should be noticed that when the customer accepts the call back option, the second call 
(callback) is inherently given a priority greater than one or more pending calls associated with 
the call center because when the time for callback has come, the callback is initiated and of 
course, the callback bypasses callers waiting in queues. 

Regarding claim 18, Srinivasan further teaches the system wherein the call back service 
platform is further for providing the customer with an option of having the call center call back 
the customer during a specified time period, for determining whether the customer accepted the 
call back option, and for establishing the second call during the specified time period when it is 
determined that the customer accepted the call back option (column 6, line 65 through column 7, 
line 40). 

Regarding claim 19, Srinivasan teaches a call center, comprising: 
an automatic call distributor (Fig. 1,110); and 

a call back service platform in communication with the automatic call distributor, 
wherein the call back is for providing a customer with a call back option in response to a first 
call from the customer to the automatic call distributor over a first communications link (column 
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3, line 50 through column 4, line 34), and for establishing a second call between the customer 
and the automatic call distributor over a second communications link when it is determined that 
the customer accepted the call back option (column 7, lines 26-41). 

It should be noticed that when the customer accepts the call back option, the second call 
(callback) is inherently given a priority greater than one or more pending calls associated with 
the call center because when the time for callback has come, the callback is initiated and of 
course, the callback bypasses callers waiting in queues. 

Regarding claim 20, Srinivasan further teaches the call center wherein the call back 
service platform is further for providing the customer with an option of having the call center call 
back the customer during a specified time period, for determining whether the customer accepted 
the call back option, and for establishing the second call during the specified time period when it 
is determined that the customer accepted the call back option (column 6, line 65 through column 
7, line 40). 

Regarding claim 28, Srinivasan teaches a method for providing a call back option to a 
customer of a call center, comprising: 

routing a first call from the customer to the call center over a first communications link 
(Fig. 1); 

providing the customer with a call back option in response to the first call from the 
customer to the call center (column 3, line 50 through column 4, line 34); and 

establishing a second call between the call center and the customer over a second 
communications link when the customer accepts the call back option (column 7, lines 26-41). 
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It should be noticed that when the customer accepts the call back option, the second call 
(callback) is inherently given a priority greater than one or more pending calls associated with 
the call center because when the time for callback has come, the callback is initiated and of 
course, the callback bypasses callers waiting in queues. 

Regarding claim 29, Srinivasan further teaches the method wherein providing the 
customer with a call back option includes providing the customer with a call back option when 
the call center is busy (column 2, lines 23-30). 

Regarding claim 30, Srinivasan further teaches the method wherein providing the 
customer with a call back option when the call center is busy includes providing the customer 
with a call back option based on the time of the first call from the customer (column 2, lines 15- 



Regarding claim 31, Srinivasan further teaches the method wherein providing the 
customer with a call back option when the call center is busy includes providing the customer 
with a call back option based on an indication from the call center (column 4, lines 57-67). 

Regarding claim 32, Srinivasan further teaches the method wherein providing the 
customer with a call back option includes: playing a message for the customer regarding the call 
back option and determining whether the customer accepts the call back option (column 5, lines 
1-16). 

Regarding claim 33, Srinivasan further teaches the method wherein providing the 
customer with a call back option includes providing a customer call back option (column 5, lines 



18). 



17-19). 



Regarding claim 34, Srinivasan further teaches the method wherein: 
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providing a customer call back option includes providing the customer with an option to 
call back the call center during a specified time period (column 5, lines 21-24); and 

establishing the second call includes establishing the second call during the specified time 
period (column 6, line 65 through column 7, line 40). 

Regarding claim 35, Srinivasan further teaches the method wherein providing the 
customer with a call back option includes providing a call center call back option (column 5, 
lines 17-19). 

Regarding claim 36, Srinivasan further teaches the method wherein: 

providing a call center call back option includes providing the customer with an option of 

having the call center call back the customer during a specified time period (column 5, lines 21- 

24); and 

establishing the second call includes establishing the second call during the specified time 
period (column 6, line 65 through column 7, line 40). 
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Claim Rejections - 35 USC § 103 



3. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set forth in 
section 102 of this title, if the differences between the subject matter sought to be patented and the prior art are 
such that the subject matter as a whole would have been obvious at the time the invention was made to a person 
having ordinary skill in the art to which said subject matter pertains. Patentability shall not be negatived by the 
manner in which the invention was made. 

4. This application currently names joint inventors. In considering patentability of the 
claims under 35 U.S.C. 103(a), the examiner presumes that the subject matter of the various 
claims was commonly owned at the time any inventions covered therein were made absent any 
evidence to the contrary. Applicant is advised of the obligation under 37 CFR 1.56 to point out 
the inventor and invention dates of each claim that was not commonly owned at the time a later 
invention was made in order for the examiner to consider the applicability of 35 U.S.C. 103(c) 
and potential 35 U.S.C. 102(e), (f) or (g) prior art under 35 U.S.C. 103(a). 

5. Claims 14 and 21-27 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
Srinivasan in view of Farris (U.S. Patent No. 5,692,033). 

Regarding claims 14 and 21-27, Srinivasan teaches a system for providing a callback 
option to a customer of a call center as described in rejection above. The difference is that 
Srinivasan fails to teach Intelligent Network including a service control point and an intelligent 
peripheral in associated with call center to process incoming calls. However, Intelligent 
Network is well known in the art and taught by Farris (column 5, lines 36-49). Therefore, it 
would have been obvious to one of ordinary skill in the art at the time the invention was made to 
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incorporate the use of Intelligent Network taught by Farris to modify the system disclosed by 
Srinivasan in order to enables the call center to serve all calling parties in the queue as quickly as 
possible. 

It should be noticed that when the customer accepts the call back option, the second call 
(callback) is inherently given a priority greater than one or more pending calls associated with 
the call center because when the time for callback has come, the callback is initiated and of 
course, the callback bypasses callers waiting in queues. 

Response to Arguments 
6. Applicant's arguments filed April 26, 2004 have been fully considered but they are not 
persuasive. Applicant states that Srinivasan fails to disclose the return call is given priority over 
other calls currently pending with the ACD system. The Examiner respectfully disagrees. It is 
clear that when the time for a return call is up, the return call is initiated. It doesn't matter how 
many other pending calls in the queue, the next available agent is assigned to the return call. 
Applicant further states that the ACD arrangement disclosed by Srinivasan will place the return 
call only at the time indicated and even then only if there is a trunk and agent available. Then, 
Applicant concludes that the return call is given no priority with respect to other pending calls 
that are awaiting the availability of agents and ACD system resources. The Examiner 
respectfully disagrees with Applicant's conclusion. When a trunk and an agent are next 
available, the trunk and agent are reserved for the callback (Fig. 8). Therefore, the callback is 
given priority compared to others. If it is assumed the same situation as described in Srinivasan 
(where there is no available trunk and agent by the time for callback time) in Applicant's 
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invention, what will be happening in Applicant's invention? The answer is the same, e.g. the 
callback call is still waiting for next available agent and/or trunk. Therefore, the Examiner 
believes the Office Action is proper and maintain the rejection. 



7. Applicant's amendment necessitated the new ground(s) of rejection presented in this 
Office action. Accordingly, THIS ACTION IS MADE FINAL. See MPEP § 706.07(a). 
Applicant is reminded of the extension of time policy as set forth in 37 CFR 1.136(a). 

A shortened statutory period for reply to this final action is set to expire THREE 
MONTHS from the mailing date of this action. In the event a first reply is filed within TWO 
MONTHS of the mailing date of this final action and the advisory action is not mailed until after 
the end of the THREE-MONTH shortened statutory period, then the shortened statutory period 
will expire on the date the advisory action is mailed, and any extension fee pursuant to 37 
CFR 1.136(a) will be calculated from the mailing date of the advisory action. In no event, 
however, will the statutory period for reply expire later than SIX MONTHS from the date of this 
final action. 

8. Any response to this action should be mailed to: 



Conclusion 



Commissioner of Patents and Trademarks 



P.O. Box After Final 



Washington, D.C. 20231 



OR Hand-delivered responses should be brought to: 
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Crystal Park II, Sixth Floor (Receptionist) 



2121 Crystal Drive 



Arlington, VA 22202. 



9. 



Any inquiry concerning this communication or earlier communications from the 



examiner should be directed to Benny Q. Tieu whose telephone number is (703) 305-2360. The 
examiner can normally be reached on Monday-Friday: 6:30AM - 5:00PM. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Ahmad Matar can be reached on (703) 305-4731. The fax phone number for the 
organization where this application or proceeding is assigned is 703-872-9306. 

Information regarding the status of an application may be obtained from the Patent 
Application Information Retrieval (PAIR) system. Status information for published applications 
may be obtained from either Private PATR or Public PAIR. Status information for unpublished 
applications is available through Private PAIR only. For more information about the PAIR 
system, see http://pair-direct.uspto.gov. Should you have questions on access to the Private PAIR 
system, contact the Electronic Business Center (EBC) at 866-217-9197 (toll-free). 
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